DAY 1
Customer Relationships

Assessing Team Strengths for Stronger Relationships
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Decathlete Self-Assessment Data

Before STAR® (21) Four Domains of Leadership

Doing: 41%
Managing: 26%
Leading: 17%

Coaching: 16%
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Business Impact

Success Number of % of
Category Successes Success

12 70.6%

BC proce: 2 11.8%

521,600 Eomm— -
) st saving 1 59%

0 0.0%

Total 17 100.0%
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Neuroscience of Questions

- Reflection affects the pathways in the brain
 Multiplies brain connections

- Builds upon resources to recall the information
(solution)

» Leads to sustained behavior change (for both)

< by f/—,ﬁj . . |
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T h e REesuLT

Agree next

STAR®  |Sncu
Model [

Powerful
questions &
Actively listen
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Telling vs. Coaching

TELLING: COACHING:

- Expedient « More time upfront
* No learning * Once and done

» Must be told AGAIN - Solicits new ideas
- No ownership - Creates ownership

- Transforms the culture

So, how good are you at asking questions?
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"Questions” is not the Complete Answer .

What is the focus of your question?

To evaluate their work
Confirm your decision
Test their abilities
Couch advice

..Orisitto help them THINK and gain new insights?

DECATHLON V/ |
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Active Listening

- Words
- Body language
- Tone of voice

What's easier for you to listen for?
- Facts

- Emotions

- What isn't being said?
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Getting Results

Coaching = Change in behavior
» Action that moves forward

* Next step

« Commitment

* Follow up

DECATHLON '/
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Great Coaching Questions

“If you DID know, what would you say?”

"Tell me, what's really going on?”

“What’s the inevitable consequence if you keep doing
what you're doing right now?”

“What are the challenges here — the REAL challenges
— for you personally?”

“Imagine that you had achieved this already. Now, .

looking back, what you would have changed?”

DECATHLON V/ Poweredby I
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For the November Session:
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Predictive Index® for Team Design
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Innovation & Agility )
Teamwork & TEAM MEMBERS TEND TO: Innovation &

Focus on pursuing new innovations
Employee Be open 1o risk and experimentation Ag l I |ty

Prefer to act quickly and assertively

Experience
Communicate by talking things through and
brainstorming out lowud

Make docisions independently, without waiing for
consensus

Resoive conflict by focusing on the people
Involved

Process & Results &
Precision Discipline
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Teamwork & Innovation &
Employee Agility
Experience

Results & Discipline
TEAM MEMBERS TEND TO:

Focus on results and goal achievement

Process & B drven and compettive Results &

Prefer a focus on tasks and execution

PreCiS ion Communicate concisely, after thorough reflection DiSC i pI i ne

on their own

Make decisions indepandently, without waiting for
consensus

Resolve confiict by focusing on the task involved
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Teamwork & Innovation &
Employee Agility
Experience

Process & Precision
TEAM MEMBERS TEND TO:

Focus on process and predictability

Process & Be well-organized and efficient ReSu'tS &
Prefer analytical decision making

Precision Discipline

Communicate concisely, after thorough reflection
on their own

Make decisions collaboratively, seeking input
from each involved team member

Resolve conflict by focusing on the task involved
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Teamwork & Employee
Teamwork & Experience Innovation &

TEAM MEMBERS TEND TO:

E m p ' Oyee Focus on collaboration and relatonship butlding Ag l I |ty

Beo socially and interpecsonally sensitive

EXpel'lence Prefer to support others to grow and develop

Communicate by taliing things through and
brainstorming out loud

Make decisions cofaboratively, secking input
from each involved team member

Resolve conflict by focusing on the people
involved

Process & Results &
Precision Discipline
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Mapping Individuals

Teamwork & Employee Innovation & Agility

Experience
Q More
pronounced

More @
moderate

Process & Precision Results & Discipline

‘l"
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Mapping Individuals

Sample Team 2~ 2 ROy

Teamwork & Innovation & Agility ¢ Back

Employee Experience
e g Jean Paul

A Maverick is an innovative, “outside the box”™ thinker, who is
Q undaunted by failure.

Jean's team contributi

iy )

N Drives change and exscution

Strengths:
Responds positively to challenges and pressune
Visionary that includes pecple in the Dllmlhﬂ

Process & Precision Results & Discipline
Goal-oriented

= Preferred Work Style:

Strengly venturesome in taking risks and focusing on the fulune; almost exclusively

Powered by
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Mapping Individuals

Teamwork Innovation
& Employee & Agility
Experience

Qo o

2

Process Results
& Precision & Discipline

Powered by ”
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Mapping a Whole Team

Teamwork & Innovation & Agility

Employee Experience

@
© " ¢

Process & Precision Results & Discipline
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Team Balancers

)
DECATHLON /|

Teamwork
& Employee
Experience

Process
& Precision

900
Q0

Innovation
& Agility

Results
& Discipline

PAGE
6
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Why is this important?

Decisions Conflict
e Collaboration e Talk it through e Task-focused approach
e Independence e Reflect e People-focused approach

Powered by L
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Discussion: What is the Best Kind of Team?

Imagine you are creating a
team from scratch. You have

hundreds of people to select
from.

You can have five people on the
team - where might you want
them, in terms of strengths on
the quadrants?

DECATHLON Y/

Teamwork & Innovation &
Employee Agility
Experience

Process & Results &
Precision Discipline
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Debrief

1. What might be the potential benefits of designing a team that
has someone in every quadrant?

2. What might be the potential drawbacks of designing a team
that someone in every quadrant?

3. Agree or disagree: The best team is a well-balanced team.

4. How do you manage a team when you can't design it?

) -
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\

The science of teams /
[
127k 22k '
People Teams \=
o .

Team Types

\
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Pl Team Types
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Team Types

Teamwork & Innovation & Agility

Employee Experience

®
© "o

Process & Precision Results & Discipline

?0

)
DECATHLON /|

How might a team use this

information?

sierz Team Type @

You are an Exploring Team
Daring | Risk Tolerant | Imaginative
Download assets to celebrate your Team Type

You're outgoing, cooperative, and eager 1o work together. You have an active desire to learn
and try new things. With an eye on the big picture, you share ideas—and resources—freely and
informally. Innovation is the goal, People stand by their views but are willing to listen to others.
This allows for constructive conflict, which helps you pressure-test or produce new ideas.

i 18% of teams are Exploring Teams

Strengths Potential Caution Areas
Ambitious and eager 10 drive things forward, you With a strong focus on speed and innovation,
bring energy and excitement to your work. process and efficiency may suffer.
Quick 10 make new connections, you're good at You may be too focused on the big picture—and
building relationships and expanding your not enough on the details needed to implement
networks. your ideas.
Always asking "What's next?”, you're excited You may be quick to abandon your ideas if they
about driving the market to new places. don't work perfectly the first time instead of

Iterating.

Powered by
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Mapping the Work

eeeeeeeee
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If you were designing a new

Ma ppl ng the WOrk team to achieve these goals,

what would you prioritize?

Teamwork & Employee Experience Innovation & Agility

Process & Precision Results & Discipline

/A
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Powerful Information!

wiers Team Typg @

O

Downioad a3sets 10 celebrate your Team Type

You are an Exploring Team
Daring | Risk Tolerant | imaginative

You're outgoing, cooperative, and eager 10 work togethes. You have an active desice 10 leatn and try new things. With an eye on the big
picture, you share ideas—and resources—~freely and informally. Innovation is the goal. People stand by thelr views but are willing 10 bsten 10
others. This aliows for constructive confiict, which helps you pressure-test of produce new ideas.

18N of teams are Exploning Teams

Strengths Potential Caution Areas
Ambitious and eager 10 Give things forwand, you bring energy and WiDh 2 00y focut on 59eed and Inovaton, process and efficiency may
Enchement 50 your work. e
Quick 10 make new you'te good ot bakdeg d You mmay be 100 focuned on the big pcture=and not enoegh on the detads
P0G your retworks. readed 1 Mmplement your idess

Ayt sakong What's et you're excited sbout Sriving The market 10
rew places.

You may De Quick 10 abandon your idess f they dont work perfectly the
1t time nstead of Recating

T7% of people on Exploring Teams report that hev team excels at making
decinions as & group

0% of pecphe 0n Explorng Teams report that thew teem does not
comeramicate effectively

F )
DECATHLO hi V}

sovaecio Strategy + Objectives

You are pursuing a Stabilizing Strategy

c St 9 ghes seck 10 improve efficiency and

Organizations with this st*ategy determmne how 10 Improve of smpiify internal procedures 10

nisk, trim marging, lower

retenticn costs, and scale up rapidly. They or
S means achieving higher perf

YO\ of Exploning Teams pursue this strategy

Strengths

YOur beam can ofen COMe up WIth INOVAtvE Wiy 30 Chieve Drocess and
- vhee tasha don) have o staightiorwand

Dath 10 conmntency

A prederence for taling Thngs Brough can help Frgeove two-way
COMMUNCItion where Shere MIght be 2 tendency 10 Only Communicate
when necessary.

A seed 107 speed Con help ensure processes and procedures are effCent,
#d don't Just exint for Buresucracy of fed tape.

and pursise new innovations coly after careful

from existing offers and addressing service gaps 10 retain chents.

Potential Caution Areas

Your team may have trouble sucking 10 defined processes, it may prostize
speed, despite ™he risk of errors.

N sy Be Gyl for your team 10 fOCUS 0N Perfecting Cument products
03 services before Moving 00 10 the next ared of focus.

Your team may streggie 10 Tk theough how work will get done and what
the end result should lock e

Powered by
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Customer Case Study
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HavenLiving
Property Management

* Foundedin 1998 by real estate

investors
* Afew apartment buildings in Florida {‘_ \
*  Known for meticulous maintenance ‘Q‘ .

and responsive tenant relations '\\'\“g

*  Grew aggressively Havgf‘v\ ANAGEMENT
° PE

Now have regional offices in several PRO
states 3

What are some of the risks/challenges when a company
experiences rapid growth into new geographies?

DECATHLON Y/ Powered by
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Background
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PAGE

Case Study: HavenLiving

Dear Havenliving Property Management,

Ik

s
co-debgittul apartrment o what | can only de
pe

0 few minor &

pe this message finds you wed. 'm writing

ONVenien

that have recently transfoemed fry €

scribe as some sort of ¢
Exhibit A: The dripping favcet

My batheoom faucet has been dripping for B weeks. | sssume that the Laucet now

° Qualifes for & spot on the lease, I've named 2 Deippy. Drippy and |
Pt that it never sleeps and has uingleha
heights | can only assume that Drippy is
°

nsday esc

sme secret kickba

dechy inflated my water bl
water dopartment

Exhidit B The thermoatat is gaslighting me

1 furm it up, 1t furns Aself down. | burn it down, it burns el back up. M's ether 63 de

. °
gloes o¢ 83 degreen. The thermoatst and | ste considering couples therapy %0 end this
foxic relationship
Exhitit C: The maintenance request black hole

I've subovtied several writien mamienance requests and have never received a reply. |
maintenance re
equest Can es

now believe that you have such & large Quantity of unanswes
that the pile has created Ity own Seld of gravity which is 50 stroog r
cape and make  Into your mantenance queve

Exhidit D Communication?
Fve loft several voice me
g | am now starting 1o think the messages are being placed into
capsule that you will katen %0 i the next century and say. “Hahaha remernmd
hents had theemostatar

0 topairs and bill
1 of e

ges with the loasing office for update

FraTs

n summary:

y — but a Mttle more
g way | know things

all thin with humor because | do enjoy Iiving in thi
omsistency in communication and fesponsiveness would g

COMIMIN,

02

0 busy, but F'm confident
2% 2 tenanmt

hat with & few system tweaks, Havenl iving could kesp me

Thanks for your time, and please send help (and maybe a wrench)

Warm (and sometimes freezing) regads,
Jordan M

Apartment 2048

The Glades ot Havenliving

PS. Drippy says h

N\
DECATHLON V/ | Powered by
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The CEO weighs in

Decides to create a tiger team
Cross-functional representation

|dentify root causes for customer
service issues

Recommend and implement
high-impact solutions (short term
and long term) to remedy the
customer service issues.

DECATHLON Y/ Powered by
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VP of Operations Director of Customer
Experience

Director of HR/Learning &

Director of Regional Development

Expansion

SVP of Technology and
Systems

DECATHLON Y,/ | Powered by D
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Root Cause

A root cause is the fundamental reason why a problem occurs

- it's the underlying issue that, if addressed, would prevent the
problem from happening again.

t's different from symptoms (what you see) or immediate
causes (what directly triggered the problem).

) -
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Customer Service Issues

Brainstorm possible causes that might explain
some of the customer service issues identified in

the complaint letter.
What might be the root cause?

DECATHLON II‘,. Powered by -:?l%’p’
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CEQO Objectives

Increase team cohesion in order to The teams at remote offices are not gelling. There has been a

improve team level results. lot of turnover in some locations. Some locations have lost the
passion for customer service that was once a cornerstone of
the company.

Implement structures or procedures ~ We are growing fast and want to open some new locations in

to handle the needs of our growing the near future. We need to onboard new people and get them
workforce. up to speed quickly.

Cut down on waste and improve We are not working efficiently. Timing is essential, or a small
efficiency in our work to help leak turns into a major repair if we can’t get this working like a
improve the bottom line. well-oiled machine.
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Teamwork & Employee Innovation & Agility
Experience

Increase team cohesion in order to improve
team-level outcomes.

Implement structures or procedures to
handle the needs of our growing workforce.

Cut down on waste and improve efficiency
in our work to help improve the bottom line.

Process & Precision

)

Results & Discipline
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Teamwork & Employee Innovation & Agility

Experience
Select your top priorities on the right to
unlock insights about your Team Type
in the context of your work objectives.
Process & Precision Resuits & Discipline

DECATHLON Y,/ | Powered by /.
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ldentifying Team Type ACTIVITY

HANDOUTS

Each group will receive a packet.

* The tiger team data will differ but the process is
the same.

* Answer the questions in your packet and

prepare a description of your team that
includes:

Team type

Your observations about the team
A caution area

DECATHLON V/ Powered by (i
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The Team Map

Teamwork &
Employee Experience Innovation & Agility
Process & Precision Results & Discipline
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PAGE
A 0 a ACTIVITY :

Log into the Pl software.
Create Your Team in "Design’

Find your team and click
‘Continue Team Discovery.”

Answer the questions in your
workbook.

U

DECATHLON Y/ Poweredby S
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Coaching

Performar

CE

or Accelerated

Turning Insight into Action to Drive Performance

Powered by %


http://www.kmpconsultants.com/

Leaders and Managers

Think about the best coach
you've ever had.

What did they do (or not do) that
made them so effective?

What was their impact on you?

DECATHLON '/
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A high self-awareness
score is the strongest
predictor of overall

success in leadership.

DECATHLON ',
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https://greenpeakpartners.com/wp-content/uploads/2018/09/Green-Peak_Cornell-University-Study_What-predicts-success.pdf

Engagement \ GALLUP

18% 20% 23%
Higher Higher Higher
Productivity Sales Profitability
Engagement Isn't about 58% 41% 10%
happiness...
, . Fewer Employee Fewer Quality Higher Customer
It's about prOdUCthlW- Safety Incidents Incidents Metrics
81% 43% 28%
Lower Lower Less
Absenteeism Turnover Shrinkage
Gallup, 2023



http://www.kmpconsultants.com/

70% of fluctuation in
engagement is directly
attributable to the quality
of the manager.

N W7/
Leaders who focus on

.f::_ strengths create more
engaged employees.

Source: Gallup, 2024

DECATHLON '/ Powered by
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Feedback, Feedback,
Feedback!

AMOUNT OF FEEDBACK RECEIVED MANAGER RATING (1-10)
None 4.2 (bad)
Some; would like more 6.5 (ok)

Just right 8.6 (good)
More than | need 7.1 (ok)
Way too much 4.5 (bad)

44% of respondents got none or less than they desired.
Only 53% of high performers say they get monthly feedback.

Source: 2018 People Management Survey, Predictive Index
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High Performer ("HP”) Insights

800%

Even More Valuable
Than You Think

HPs are 8x more productive than
average performers.

#1

Compensation

For HPs, the #1 satisfaction and
retention factor is compensation.

Engaged?

Maybe Not.

HPs are only “very slightly”
more satisfied than others.

#2

Coaching & Feedback

For HPs, the #2 retention and
satisfaction factor is coaching and
feedback.

Staying?

Maybe Not.

20% of HPs intend to leave
in the next six months.

How Often?
Monthly Feedback

HPs want coaching and feedback
on a monthly basis. The vast
majority of employers don’t come
close to delivering.

Powered by ”
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Reviewing the Math — Who to Focus On

Performance: Loans/month: Productivity vs. top 50:
Top 50 Performers: 12 --

Average Performers: 4 33.3%
Bottom 50 Performers: 1 8.33%

Performance

Performance # Loans/Month . # Employees Improved Add'l Loans/Year
High 12.0 7% *30 Employees 303
Average 4.0 10% *63 Employees 302
Low 1.0 25% *100 Employees 300

Actual Client Performance Data. Names redacted for privacy and security.
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Your Coaching Experiences

What obstacles or frustrations
have gotten in the way of effective
coaching in the past?
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PAGE
17

What is Needed?

When should the leader train? coach? manage? mentor?

If the employee/coachee needs... ...then the leader/coach provides:
Knowledge. Understanding. kj —> TRAINING

Practice executing. Confidence. COACHING

Failure prevention. MANAGEMENT

U

Enhancement of good performance. COACHING/MENTORING

Powered by ¢ 4L
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Good coaching is intended to:

Increase performance. NOW.

Improve retention (especially high
performers).

Enhance engagement.
Develop.

DECATHLON 7,
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Fundamentals of a Coaching .
Conversation

State your purpose.

Share observations.

Ask guestions.

Help them find the solution (don't give them the
answers!)

e Transfer ownership of action items.

DECATHLON V/ |
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Take five minutes to prep.

Play the scenario. You have 10 minutes.

Take five minutes to debrief/discuss with
your partner.

DECATHLON ¥,
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Liz and John

Case Study:

Liz John

Turn to page 20 in your workbook.

Let’'s read through the interaction
between Liz and John together.

Branch Manager Bank Teller

DECATHLON V/ Poweredby I
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Liz and John — Case Study

Debrief:

Li Joh
What's at stake? - _—

Who (or what) was right?

Who (or what) was wrong?

Branch Manager Bank Teller

DECATHLON V/ poweredby I
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Activity: Liz and John

Liz, Branch Manager

In your groups, examine Liz and John's Behavioral Patterns and answer:
1. What is Liz's strongest Factor (farthest from the midpoint)?

What is John's strongest Factor?

2
3. What does John need in order to be productive?
4

What adjustments do you recommend for Liz?

DECATHLON Y/ Powered by
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|[dentifying Motivating Needs

|dentify the furthest RIGHT factor. That is the

strongest Motivating Need.
Coach to, communicate to, and keep top of mind.

=30 -20 -1a 0 +10 +20 +30
LOW A HIGH

|dentify the furthest LEFT factor. This is likely the next

strongest motivating need. This should color, flavor, impact how you
approach the strongest Motivating Need.
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Motivating Needs

John, Employee

3a
oW MIGH

-
A

3a
oW MIGH

Strongest Motivating Needs

Their Strongest Motivating Meed My Strongest Motivating Meed

LW HGH oW =
HamongColabonation  J  OubtosesContrl Harrrary Collsberation | & OuleormsContssl

Privacycipendencs [ okon Conrection

T
Aoy arkity C  Sasbiny Tredolabaly Action ety C [ty Teoctabity

Froscdom.Tig Pchurs | [ Clary gt

FesomligPclus [ Claty/Trpectations

Similarities and diferences

Both have low extraversion (B) and like to
communicate with facts and substance.

| am motivated by outcomes (A).
John is motivated by clarity (D).
Things to consider when we interact

Be aware of my low C. Pause to provide clarity
and expectations.

Ask what else is needed to provide support.

Toolkit
PAGE 6
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PAGE

Pi VO t/ 8 g My S ty/ e ACTIVITY 2324

1\

Complete the Motivating Needs
chart (prior form).

|dentify one or two actions you
can take with your employee to
have more effective
communication.

Share those with your partner.

DECATHLON II'.,. Powered by cﬁ,ﬁ[
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Understanding the
Alien Species
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Understanding the Alien Species

Toolkit

You'll pair up based on your Pl Factor PAGE
Combos. Fill out your workbook for your -
opposite Factor Combo.

What do they value?
What is most important to them?
What frustrates them?

Teams:

A>B: Bethany, Brian, Patrick, Kim, Mitch, James, Gregory, -

Billy, Guy, Reed, Jeremy %
4

B>A: Alexandre, Connor, Anita, Mark, Tai, Tatianna

DECATHLON V/ Poweredby I
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Toolkit PAGE

PAGE 25
10

A:B | Orientation

= t—

A

A
A>B Task-Oriented B>A People-Oriented

What do they value?
What's most important?

What frustrates them?

o, 7 4
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Toolkit PAGE

PAGE 25
10

A:B | Orientation

= t—

A

A
A>B Task-Oriented B>A People-Oriented

What do they value?
What's most important?

What frustrates them?

o, 7 4
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Understanding the Alien Species

Toolkit

You'll pair up based on your Pl Factor PAGE
Combos. Fill out your workbook for your -
opposite Factor Combo.

What do they value?
What is most important to them?
What frustrates them?

Teams:

A>C: Bethany, Alexandre, Mark, Tai, Reed, Kim, Tatianna, -

James, Gregory, Billy, Guy %
a

C>A: Connor, Brian, Anita, Jeremy, Mitch, Patrick

DECATHLON V/ Poweredby I
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Toolkit PAGE
PAGE 26

10

A:C | Action

—" —

A A
A>C Proactive C>A Responsive

What do they value?
What's most important?

What frustrates them?

o, 7 4
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Toolkit PAGE
PAGE 26

10

A:C | Action

—" —

A A
A>C Proactive C>A Responsive

What do they value?
What's most important?

What frustrates them?

o, 7 4
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Understanding the Alien Species

You'll pair up based on your Pl Factor
Combos. Fill out your workbook for your
opposite Factor Combo.

What do they value?
What is most important to them?
What frustrates them?

Teams:
A>D: Bethany, Alexandre, Mark, Patrick, Tai, Reed, James,

Gregory, Billy, Guy,

D>A: Connor, Brian, Anita, Jeremy, Kim, Tatianna, Mitch

Toolkit
PAGE
10

DECATHLON '/
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Toolkit PAGE

PAGE 27
10

A:D | Risk

. o ===

A A

A>D Comfortable w/Risk D>A Cautious with Risk

What do they value?
What's most important?

What frustrates them?

o, 7 4
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Toolkit PAGE

PAGE 27
10

A:D | Risk

. o ===

A A

A>D Comfortable with Risk D>A Cautious with Risk
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. s |l }
What I\/Iotlvates My Employees?l '
- I 114
of GREAT managers )

7 O motivate their
O employees to do

outstanding work.

e
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Leaning into Strengths is
Critical

Our goal is to have people start doing something:

more consistently

with increased frequency

at higher levels of quality or proficiency
with more ease and comfort

with more confidence, etc...

..and in some cases, we're asking people to start
doing something that might be unfamiliar, new,
different, unknown, unproven, daunting.

DECATHLON ¥, Poweredby AP



http://www.kmpconsultants.com/

Leaning into Strengths is Critical

The adult brain likes familiar.

People need confidence to start, enhance, improve, or
try something they haven't done.

Reminding people of their strengths:

* Reminds them of what they are very good at.
« Creates confidence.

« Helps generate ideas. This is using simple
« Creates ownership of ideas. brain science to get
 Increases the speed to, and chances of success. better outcomes.

Powered by ”
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COACHING CONVERSATION PREP FORM

Tha goals of this coaching session

Discuss how to start improving

John, Employee ) start
customer relation skills

PAGE
29

A
B
c ‘What are their three strongest facter combinations? “What is valuable about this?
o Polite, poised
ta o " e olite, poise
o - ' i o - s D>B — Formal ]
e i . ) ) Natural listener
D>A - Cautious with Risk )
) Quality, accurate
C>B — Takes time to connect work
Their strongest motivating needs ane My strongest motivating needs are
Liz, Leader wow o wow
HarrorpCollaboration A OulcomesContel Ty |._:n.iu-|| A CrdcomesAContol
I Prbacypindepondercs B I'ﬂ:llram‘\({rﬂlclﬁn Privacyindepiencncs [ inchukon Connection
s ety T Stabdity. Procictablity I AstmanSdarely c Iua:&\,.-'lh-al.up;n
Fotstniom. By Paciuse I D Charty gt I FrogpoomBig Pcture [ Clanty Expeciationn
{Fartheest Fight and farthest left on sell graph)
Aa 3
oW MIGH
Tha areas | need o adjust ane Examples of how 1o adjust
Tone down high A Be more reassuring
Slow down the low C Listen to what he needs

Y
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Role Play A — but with the BA!

COACHING CONVERSATION PREF

Take ten minutes to prep.
Play the scenario. You have ten minutes.

Take five minutes to debrief/discuss with
your partner.

DECATHLON V/ Poweredby 1 HID
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Coaching Best Practices



http://www.kmpconsultants.com/

PAGE
32

hree Degrees of Coaching

Transformational Coaching
Specialist coach (Executive Coaching)
Planned development objectives
- Formal sessions
Coaching Conversation
Help in facilitating thinking
1-to-1's
Operational Coaching
‘On the fly’ coaching (situational)
Improves productivity and performance

Powered by ¢ 4L
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PAGE
32

Coaching Best Practices

Good coaching:

Is designed for the person being coached
(PI, motivating needs)

Uses assessments, data, and other tools
(Behavioral needs, cognitive agility, performance data)

Focuses on driving results in the near-term

Source: “The Coaches View” Insights on Successful Coaching From CCL

Powered by ¢ 4L
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The Coaching Process

Get ready.

the conversation?

|dentify their highest

and lowest
Motivating Needs
and adjustments.

State your
What's your goal for PUrpose.

Their strengths.

Their behaviors/
actions/results.

Share what's in it
for them, the team,
or customers.

Coach.
Ask questions.

Help them find the
solution (don’t
give them the
answers!)

Transfer
ownership.

PAGE
33

|dentify action
items.

How will you
measure success/
progress?

Follow-up timing.

|

1.

DECATHLON V/ |

N e

[

4.

.U'Io-

Powered by ¢ 4L


http://www.kmpconsultants.com/

B -dg =g
Lo

[ 2=

DECATHLON V/ |

Coaching Conversation PREP FORM

Slale purpose

I want to talk about ways we can help you
understand what good customer serviceis
here, and practiceit.

Share observations

Excellent confirming details; Thoughtful listener;
I've seen you struggle at times with building
relationships with our customers.

What this would do is...

Thewr ideas

Shadow employee who exemplifies
good customer service

Acthons/next steps

Introduce employee, share expectations
Build questions/script, setup shadow time

Suulas::r:{.-grw. 8 Measures:

Track customer satisfaction metrics
Increase confidence with customer interactions

Questions to azk

What would helpyou
have a clear standard of
what good customer
success looks like?

What are your thoughts
onways we could help
youpractice and get
confident at customer
interactions?

What kind of feedback
would be most hel pful?

V Sgremrant?

Vg —
Chwner By when?
Liz next week
John 2 weeks

Powered by
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PAGE
COACHING QUESTIONS Topic Library Py

By asking powerful questions, the leader invites the employee to clarity, action, and dis-
covery al a whole new level. They ate generally open-ended questions that create greater
possibilty for expanded learning and fresh perspective, Below are some topics 10 get your
questions started

INVESTIGATIVE: SPECULATIVE:

- ;o ooy ) Powerful COACHING QUESTIONS

Coaching E==== ==
. cscate whaty most i har it e ks posasble port of view & FOCUS QUESTIONS
. = et - ) . o ke % S e L Pt b g of
ueStions N s P
PRODUCTIVE: NTERFREVIVE P Wt 0o pev st s ave Irmasd on? Y

f 1 — wrer(l werk A P ot D e et St (g b g & Sopw s i
0 Lve gty P Py S b
4+ Pt begenad neot !
fpe - tnt whual fed 50 that Pt ookt good ook e !
What ¢ YO # rcy : o ¥ L L T p—rep.
WAl fre thetiioh scrrd 4 8 vou ook tack ey + Py 7w e ORI gy
1 1 p it rkey W B anhin 0w IRt el oo . & Pt e bettens you! Ant wihet e Lot e
OpIC LIDrary ey e mdesones o e el 70 okl e g o wok e e
closirdorbr Gdae . I L Py o et whstion? 4 At it e waast e whation !
The limciey PI STRENGTHS: ) .
U1 POBRNORIS ¥ nticy Highest A

EXPLORATION & INSIGHT DEVELOPMENT

SUBJECTIVE: » How con you o

1 ’ STIONS
R Highest B Bt o Sy ety Mo S A o oty st wat?
) * How » ’
in ‘ o . IS VoL W A 4 et b ey e bt o peesere
? veorniedd it . A o ook s B i W Wi e AL 0 50 yin v 0 Lakeng at Son?
How woukd ¢ ) Bt e clive i ¥ ¢ »
¥ you feedng | ey plartad 9 P ty Wit ot el Mhuston 00 T T p————
fat 1 confident ot ' o ¢ v - J
Al g o ' OPisey o ¥ v ot 00 g wit el o 0 & ks BRRNRBES
youl! e B Ve phen e you ot ) vmlorrcry el
wl A o 00k o % e Ty ot of v, & Wt ey e e e, B of
Whart » wip make y ¥méortad "~ " 50y Bt By WSS ey e v T St e !
e y o e s s o et ety < bt A o e o e St o
Highest 0 s 4 Wt A0 P youlorh 8 & your danias?
. M [’
Mo & ¥ PR et # reamety € n 8 tg wiie hor prope e
s B etd e B s s Won R B
m 2 wow f 10 ot ‘ oo e They Shen et 5 en e wnd Bamedore
¥ Dest way for you ¥
‘ WA Vi v b g e? eaparmnce thamistven o1 poeres |

VWMnnm-\-wa—o' /
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Take 10 minutes to prep (fill out both pages
of the Coaching Prep Form).

Play the scenario. You have 10 minutes.

Take a few minutes to debrief/discuss with
your partner.
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Coaching High Performers

DISCUSSION:

What's difficult about
coaching High Performers?

What gets in the way?

DECATHLON V/ A Rrecl by 4l
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PAGE
38

Challenges of Coaching High Performers

“Thev're alread “I don’t have the "

! g ' answers. | don't VY] G Heln
good enough, | don't ' \ different from me.”
have time.” know where to start.

Remember the math? Your role is giving Learn how to connect
It proves out! perspective and asking using their Motivating

good questions. Letthe HP  Needs.
build and create ownership

of their own development

plans.

Powered by ¢ 4L

DECATHLON V/ |



http://www.kmpconsultants.com/

Tips for Coaching High Performers

It's not just recognition - it's coaching and
feedback.

Your high performers have the most
potential to improve.

Change “this is a job" to “this is a career.”
You can actually see the impact of your
coaching.

Coaching a high performer is more fun!
You're creating a deep bench (succession
planning).
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Take seven minutes to prep (both pages of
coaching prep form).

Play the scenario. You have 10 minutes.

Take three minutes to debrief/discuss with
your partner.

DECATHLON V/ Poweredby 1 HID
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HAND
OuUTS

Build a Coaching Plan | s

Use your Coaching Conversation Gosching Comversation L1
Prep Forms. —
Take a moment to fill one out for a v I
few (or more) direct reports.
DECATHLON ! ——
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Resources and Next Steps

Pl Management Strategy Guide

Aliza Ballard
People are plex, You should
omployee Mes 10 be managed. How are you doing?

© Atra s Persusder,
A Persusder iy 8 Ntk taking, socially poised and motivating teem bulder

Stratogies based on how Aliza interscta in the workplace:

o bth o Ove and solicnt npus
collaborutive 0ppOrmanites for gosl
schuevernent
Stratogies based on how Alza takes action:
Give thers fraguent chalenges and Provide Dam wih chaliengng
vered waks asaigriments Tt fequine § quick

Aenasound

Strategles based on how Aliza deels with the risk and decision making:

Give thare opporhursties 1o make Provide Dem wen high level goals Bt
decisions and nfiuence Se big ot Been achieve theen in ther own
peose wey

U gty Pecte ww comgter. The MY et 8 8 Stk mteg poe, St
P Comtant & M wepes

o mssa e

ﬁ
DECATH LDN%E//.'

and direct others based on their b ral pref The foll

Give thees opporiunies 1o ienaty

Independenty as ey 30 choose

Nicw them 10 voice thee opinions and
9CL.on ther own ideas and ntiatves

Gve them sutary % mahke decisions
ared solve problems Tl way

g tips outine how your

Nicw indeperdence snd corersl over
Dok owes activiies

Waep thees Bee from rouines and

Ry recegtive 10 few Seas and
hange wih minimal oversight of thelr

AT e e, B Pey e e R e o T rowiedge B CeOron sperece
Wered by Shegeg & 1 werkiteg. Cotat yus M Comaitient w vt

o b e

Pl Coaching Guide

The Cosching Guide helps you compane 8 porsca o thekr cument job's Behavioral Target. Soe how
Alza's natursi beh pare 10 the behaworsd of the role, 80 you cam Nghiight
potential srengihe and identify areas where Akza may need 10 ‘stresch’ 10 meet 1hese requiremants.

Betvion Temget Tra recorverdnd bef wwors

| Atn The renurw betavors &'ves Airs Sagleye » 0 met "o

Ta worpace o
Account Taecuere
Coter at . gt
B st
Treanse oo
® « M U :owl(-mm
To help Akia manage thels influence:

o Mow can you leversge your abilty 10 take charge and lead & team?
* What could you do 50 take adwartage of your satural lendency 15 be proactive?
o 1 Wit wilys Sould pou SROduce Sven Delier Aeauite thas you e cumrenty)

To help Akra comemunicate with others:

* Mow could you buld wpon your sbibty 1o persuade and motivece others?

* I what way you take further 200 of your sty 0 Bpport and deveiop Hhose wound you?

o WAt i3 the Sont wary 107 yOu 10 lverage your abiity 10 CONNECE Quickly with othars I Onder 59 CRate
Better remutts?

To balp Aliza balance variety and poce:

* How 0oukd you DANG out mone OF your drve 10 work oF & Peped DaCe a0 make IO happen?
* VWhat would it ook W 10 InCreese your 8ense of Wrpency In 0rder 10 IMpact your overall reecitaY
o Mow 0oud yOu leverage your sbiity 10 work 0n muitple prontes effectively?

To help Alizs spproach ndes and structure:

o Mow coulkS you dernoratrane an sbiity b be mors Borough and detal onerted i your work?
o What would It look Hue 10 e mone structered and discpiined I you role?

 How 00 you COmply with Inportant nes and STUCTre even Though IS My 0ot mothate you!
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Conclusion/Wrap-up somviTY

Write in your workbook and be ready to share with
the group:

1. What ONE most important action/commitment will
you will take? Include WHEN you will take it and how
you'll know you've been successful.

2. Choose an accountability partner.

3. Share your commitment with them and describe
what would keep you accountable.

. Be prepared to share out loud.
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Thank you.
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